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B.5.a The number of customers and the load currently enrolled in n
phase-in program by Energy Service Provider

ED BY

w
Currently, TEP has no residential customers and load enrolled in the
residential phase-in program.

B.5.b The number of customers currently on the waiting list

Currently, there is no waiting list since we have no residential
customers in direct access, however, approximately 8 3/4% of TEP's
residential customers are eligible for direct access.

B.5.c A description and examples of all customer education programs and other
information services including the goals of the education program and a
discussion of the effectiveness of the programs

See attached information

B.5.d An overview of comments and survey results from participating residential
customers.

There are no surveys to provide this quarter
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CUSTOMER CHOICE

CUSTOMER EDUCATION CAMPAIGN
On RETAIL ELECTRIC Co1v1pETmon

CUSTOMER EDUCATION CAMPAIGN

2ND QUARTER

Tucson Electric Power Company continues its efforts to educate customers about retail electric
competition. Communication tools include the following:

I "Shedding Light on Deregulation: Answers ro Your Questions about
Electric Competition " brochure is available upon request.

I Customers can request information via the Company's automated phone
system menu.

I TEP's Web site provides information about electric competition and the
new bill format. A hyperlink to the Arizona Corporation Commission's
Web site is available for customers to obtain an Electric Service Provider
contact list.
Provide ESP list to customers (upon request).

I TEP representatives continue public presentations on deregulation to
commercial and residential customers throughout the Company's service
territory.
Commercial Account Managers (CAMs) continue to communicate with
large commercial and industrial customers. CAMs are developing
communication materials that include white papers, a Web site for national
franchises and a newsletter for national franchises.

I The Consumer Information Label has been incorporated into the Company's
print advertising. See attached samples.

I TEP contracts with McMurry Publishing Inc. to produce Business Edge
magazine, which is distributed quarterly to adj TEP commercial customers.
An article titled "Competitive Choice - How will electric competition affect
your business" and an advertisement ran in the Summer 2000 issue. See
attached sample.

I The Terns of Service is in draft form and is being reviewed by Company
executives. The Terms of Service will be produced prior to the end of the
third quarter.

I Continuing internal communication efforts to educate employees about retail
electric competition.

July 27, 2000
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7Z/csan 9ed#ePou/er Company
220 W Sixth Street, RO. Box 711, Tucson, AZ85702

Customer Service: (520)623-771 I/(800)328-8853

Telephone Hours: Mon.-Fri. 7 a.m. to 9 p.m. & Sat. 8 a.m. to 5 p.m.

Otlice Hours: Mon.-Fri. 8 a.m. to 5 p.m.
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Tucson Electric Power Company (TEP)
customers soon will be among the first in the

nation to have the opportunity to choose who

generates their electricity

On January l, 1999, you may be able to select

your electricity generation provider much the
same way you now choose long-distance

telephone service. TEP welcomes these changes
because we believe competition and customer

choice will allow us to serve you better.

We know you have many questions. That's why
TEP is committed to helping you understand
how customer choice will affect you. Even

though all of the details have yet to be worked
out, this brochure is part of our commitment

to keep you informed along the way

As customer choice nears, you can count on
TEP to provide you with the answers you need

to make an informed decision. We are proud to
serve you today, and we plan to earn your

business in the future.
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Why is deregulation coming to the electric
utility industry now? Consumers currently
enjoy good electrical service.
The industry is being deregulated - and competition

introduced - in many areas of the U.S. in hopes of re-

ducing prices and increasing services for all consumers.

W ho made this  dec is ion?

Prompted by a 1992 act of Congress, there's been a

push toward deregulation for quite a few years. The

Arizona Corporation Commission (ACC), which regu-

lates investor-owned utilities in Arizona, has been work-

ing to implement industry competition for several years.

In December 1996, with input from stakeholders, the

ACC adopted a set of competition rules that were modi-

fied in August 1998. The Arizona State Legislature

passed similar legislation in May 1998 affecting govern-

ment-operated electric utilities like the Salt River

Project in Phoenix.

How will competition work?
The traditional electric utility company combines three

separate activities - generation, transmission and distri-

bution - into a single business. However, in the new

environment, the generation business will be opened up

to competition, providing new opportunities and

choices. Consumers will be able to choose their genera-

tion (or energy) provider, much like they choose a long-

distance telephone service company: AT&T, MCI or

Sprint, for example. TEP will continue to deliver that
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power over its existing power lines to your home and

business, and also will continue to provide customer

services such as outage repairs and billing inquiries.

4

J

What new competitors will begin offering
to sell me power?
Other major utilities in Arizona, major regional utili-

ties, independent power producers, and"power market-

ers,"an emerging class of middlemen who do not own

power plants but arrange to purchase energy for you,

are expected to compete in the new marketplace.

When will customer choice begin?
In some states, such as California, customer choice al-

ready has begun. In Arizona, the State legislature and

the ACC have chosen to phase-in competition over a

two-year period beginning January 1, 1999.
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Who will be affected?
Three customer classes will be given the opportunity for

choice on January l, 1999:

Large industrial customers whose average usage/load

is l megawatt (MW) or above, such as mines, refineries,

factories, and resorts. (TEP currently serves about 40

such customers in Pima County.)

Somewhat smaller commercial customers whose indi-

vidual peak usage totals 40 kilowatts (KW) or greater

who can aggregate with other like entities to reach a

total load of l MW For example, these customers can

include convenience stores, fast-food restaurants and

large retail stores.

One half of one percent of TEP's residential custom-

ers (about 1,500 total) can choose to participate. Every

three months, an additional one half of one percent of

residential consumers will have the opportunity to

choose.
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By January 1, 2001 , customer choice will be available to

all Arizona consumers.

What"choice"do I actually have?
TEP customers can choose to have TEP continue to pro

vide their power or select another energy provider. If



What do I have to do to have a choice?
Assuming you are in one of the customer groups se-

lected for the initial phase-in, you will receive a packet

of materials from TEP in mid-September 1998 explain-

ing"Customer Choice." This packet will include an"Ex-

How can residential customers take advantage

of this new competition?
Access to the residential phase-in program will be on a

first-come, first-served basis. TEP will maintain a wait-

ing list to manage the residential phase-in program.

Again, all customers will be entitled to competitive elec-

tric services no later than January l, 2001.

Will residential consumers benefit
from lower prices?
TEP is working to ensure all customers benefit from

competition. In theory, prices ultimately will be lower

for customers in a competitive market. But how much of

this price relief will benefit residential customers is un-

certain.

you select a new energy provider, you also will have the

option of selecting a different company to read your

electric meter and a different company to handle your

billing.

Who stands to gain from competition?

Will only large customers benefit?
It is likely that large customers with greater energy
loads and more negotiating clout will see the most ben-
efits initially.
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precision of Interest"reply card to return beginning Octo-

ber 1, 1998. If you are interested in choosing a new en-

ergy provider, you should return this card which places

you in the pool for customer choice. At that point, you

will receive additional information about customer

choice.

How will my electric service change?
You should not notice any difference in your electric ser-

vice, regardless of whom you choose to provide your

power supply. Either way, TEP will continue to deliver

the power over its existing lines to your home or business

and wit] continue to provide existing services such as out-

age repairs.

Will I still receive reliable electric service?
TEP is proud to operate one of the most reliable electric

systems in the world. So long as all parties, including new

energy providers, are held to the same standard of opera-

tional reliability, consumers should enjoy the same level

of reliable service they have come to expect from TER
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Who do I call if the lights go out?
Your current electric company. In this case, TEP will re-

main the local regulated distribution company and wit]

continue to service the poles and wires that bring electric-

ity to your home or business.

What if I'm happy using TEP as my energy
provider?
TEP wit] continue as the energy service provider for cus-

tomers who do not select another provider. No one will

be forced to switch providers. Even if you don't switch,

you wit] benefit from competition as it pressures all pro-

viders to keep prices as low as possible.

Will customer choice change what my electric
bill looks like?
Yes. Your monthly electric bill will be itemized to include

separate charges for the energy supplied by your genera-

tion company and delivery of that power by TER In fact,

if you choose a new energy service provider, you can se-

lect to receive two separate bills
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Will competition mean new lands of products
and sen/ices?
Yes. Customer choice will lead to the development and
application of many new products and services resulting

from advanced technologies.

What are some of the products and services I

can expect from competition?
TEP has always been interested in providing innovative

products and services that will help you save money and

make your life simpler. Some include:

Time-of-use pricing options,

24-hour ATM-like PayStations,

New, more informative bills,

Incentive to use renewable energy,

A 24-hour voice response system,

Home Energy Audits, and

Energy-efficient home construction programs.

In years to come, consumers can expect to see:

More choices in price, billing and payment options,

"Smart"appliances that operate when electric prices

are low,

"Green"power produced by renewable energy sources,

Appliance warranty programs,

Interactive communications with your utility to no-

tify you of significant changes in your power use or to

read your meter, and

Combined services from telephone, cable TV and en-

ergy management companies at a combined price.

Why would TEP want competition in its own
backyard?
TEP favors customer choice because we believe competi-
tion ultimately will provide lower prices to customers,

while increasing operational efficiencies for TER Con-

sumers also will have ultimate control over where and

how you spend your energy dollars.

TEP currently provides a number of

environmental and social programs, such as
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low-income energy assistance and life-line
programs. Will competition lead to the
elimination of these programs?
No. The ACC has indicated that current low-income and

energy-efficiency programs will continue at least

through the initial phase of competition. Costs for

these programs will be borne by all customers through a

System Benefits charge.
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How are consumers' rights protected? Who

will handle any complaints I have?
The Arizona Corporation Commission is working on
"The Arizona Electrical Consumer Bill of Rights" to
ensure Arizona consumers will be protected from scams
and other unfair business practices. To file a complaint,
you can call the ACC's local office at 628-6560.

Where can I turn for more information about
customer choice and competition?
TEP will continue to keep customers informed through

educational brochures like this, radio and TV spots, bill

inserts and at our web site: www.tucsonelectric.com. In

addition, TEP representatives are available to speak

about competition and customer choice. If you belong

to a business or community organization within TEP's

service territory and would be interested in a presenta-

tion, please contact us at (520)884-3984.
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Is there any other place I can turn to for
unbiased information?
Yes. You can call the Arizona Corporation Commission

at 1-800~222-7000, or you can visit the ACC's web site:

www.cc.state.az.us.
1
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Generation This is the process of making electricity at

a power plant. This is the part of the industry that will

be opened up to competition.

Energy Provider The company that will generate or

provide electricity. Also can be referred to as generation/

electricity supplier, independent power producer, power

marketer, or aggregator.

5

)
Transmission This is the process of delivering electricity

from a power plant over high voltage power lines to

local distribution lines within a community. Transmis-

sion will remain regulated by the Arizona Corporation

Commission.

Distribution This is the process of delivering electricity

through lower voltage lines to your home and business.

Distribution also will remain regulated by the ACC.

Investor-Owned Utilities Utilities that are privately

owned, tax-paying businesses financed by the sale of

securities and stock to the general public. Investor-

owned utilities in Arizona, including TER are regulated

by the ACC .

'SI\'ZB°9]B]S°55°AAAAAA 81ISq9A\ ms 1n11sIA apand

'uag q  0 000L'ZZZ  (008)  [E  OOV '21 la JRIIIIZH apand  .P fd  'ES
geAns[q0 HQISEIUJOJUI Jaualqo opal

and [9 up ( L op alnede1e8n10110 ut}81e ASH?

. 1 7 8 6 9 1 7 8 8  ( o b s )  [ B  s o u a w g u
10A e5 10d  ' uq lom uas a ld  Hun  uh  0P ' 8S 9 l91 lI I  eg ln ls a

A 831 op o1s1A1as  op 0110111181 [op 011I19P eumlunuloo

UQI3BZIUR81O nun op O 010089u un ap 31HB1891UI

s o  ' p f d  lg  ° a 1 u a q o  [ o p  s a u o w d o  s o l a l t o s  ' p r  1 1 0 0  J q q la q

w a d  u q lo t s o d s lp  m s  e  u g n s a  d l  o p  s a lu m u a s a ld a l  s o l

' 0 w g lu 1 I $ v ' W03l 3 l J ]39 l 9UO S Q H] ' M M M : s1Isq aAA ensanu

u p  X  [ lz n s u a u l o q lo a l n g  o p  o n u s  s a lu lq o A  ' u 9 1 s 1 A a Ia 1

A  o p e l  o p  s o lo u n u e  ' m s g  m o o  s 0 1 3 1 1 0 j  a lu e lp a w

s a1ua I [ o  s o l s o  po l e  s opeu110 } u I  lg lpuaaunu l & 31

l;BIoH91sdLu00
131 A marlo lap sauolodo sq ap 2019012

S9LH10lUI sa101{1>:Lu 1m8asu0o opal apuqq?Government-Operated Utilities These utilities include

federal power agencies, state projects, public power dis-

tricts and municipally-owned systems, all of which are

financed through tax-exempt bonds. The ACC does not

regulate these entities.

Residential Customers Consumers living in homes and

apartments. This is the largest customer category.

*

Commercial Customers Businesses such as restaurants,

stores, hotels, office buildings, hospitals, warehouses,

etc. This is the second largest customer category.
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Industrial Customers Although they account for less

than one percent of total customers, they buy about

one-third of all electricity sold. Industrial customers

include mines, refineries, factories, and other large in-

dustrial plants.
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Aggregation The bringing together of a group of

customers to create a larger load, thus allowing them to

negotiate a better price for electricity purchases.
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the highest comfortable
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above70 degrees 119
recommended- for
each degree above 70
you save appmlcimately
8% in cooling costs

E rayTa;

8;*8;,W,,

tempemtune as much
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ceiling fans, use them
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monthly energy bill
by increasingyour air
conditioner thermostat
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Powerlines
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COURTESY PAYMENT BOD( LOCATIONS

ALL Fry's Food $8 We Stores 7870 N. Silverbell Rd/
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on average $2.30
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it all to yowith hass1¢.;~free, reiwble service
We are p10114 to serve you today, and we want
to ham your l21l$'me.ss In the future

continue to rise, electricity remains one of the
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againby one
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for your energy dol1ar`

Volume 2 Number 2

1800 w Valencia Rd.
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GREEN VALLEY Sdf€WHY,........ 260 W Continental Rd.

TRAVELERS EXPRESS PAYMENT AGENTS

All 'southwest Supermarkets (ACE Quick Cash)
1775 W Ago Way

3030 ta22nd St

3356 s 6th Ave

?19 E. Fort Lowell Rd
635 W Valencia Rd,

1225 W SL Mary's Rd

1830E. Iwkngton Rd

just a c}i(:k away

2410 S. 6th Ave
454 w Valeda Rd

5518 E. Speedway Blvd.
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, 298-9301

Enchanted Homes by Rorlladi

792-9944

in-ss Integrity Development

991-7318

Game Goldstein Constmdion Mgmt.

529-6060

Tye Gellessee Company

'  ' , ' ~Sa wood

5 4 9 1 0 1

,  f Habitajlor I-lumanity

326-1217 .
.i Nicimias CoMpany

219-5464

J " Cus10m Builder; CDC
r .237-7312 /

JMW MBMIw Companies

732573313

i<E&c I-Io1"es

Civarlo ,

Kaufman sznmaa
AZ San Xavier

709-9602

The Kemnierly Company

321-1190
Madilo awe. Conn-acto1s

647-7372
Mark Whipp Sigilatnre Hama

237-7499 .
McCreary Hares, Inc

290-8886 , /

M¢8a'llwd; Inc.

471-0004

Milestone Homes

322-6336

Mi|an|n0nte Homes
Barrio del Este

Park Place
325-4663

New Vlhrld I-lomes

Desert View

s06129n

Ollanik Construction Co., Inc.

326-1972
Peyton Taylor Homes

7224600

Primavera Builders

882-5383

Steve Emory

631-1748

Steven J. Fetterly

Development, Inc.

240-8863 . .
The Springs at Santa Rita

648-7660 f 8

Talavera new & ConstyNttiOn

3208702

'li ra-Sun Corp.
760-19444

11J1 Bednar & Company

Civano

722-1254

Copper Ridge

219-1789

M(llll€ Vita
, ' 296-£533

TrI'G1u»mn¢¢¢
884=36f1i6.

Ai1a1é>rypa»ka¢1s01

Him .. "

i 3149205
B M Dev

I .
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Interested in a Guarantee Home?
of these Guarantee Builders

It's the hot season again in Tucson! If you are considering professional

maintenance or the purchase of an efficient heat pump, air conditioner or

evaporative cooler, you may be overwhelmed by adj the choices you have.

Help is one phone call away! The Electric League is a professional service

available to answer your questions on residential and commercial services

Got Questions? Ask the Electric League .

From upgrading your electric panel to advice on heating

and cooling equipment, the Electric League has professionals

ready to help. Call them today at 882-4040
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SINESS
You're Hired!

BROUGHT TO YOU BY

You can't clone yourself
but you can hire workers who
share your passion

fne¢~n-faw»=~=4=l@

WWW.TUCSONELECTRIC.COM
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Competitive
Choice
How will electric
competition
affect your
business ?
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Top Biz
Trends
How the big
stuff affects

little guys
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ARE youR opinions WORTH $500? READ ON!
Business €dqemagazine is delighted to announce that it will give away $500 cash to some lucky
small business owner in the first ever Business EdgeSweepstakesDrawingto be held August 31,
2000. Simply click on wwwbizedgemagggzlne,;0m/survevi7 and fill out a short survey online. Entry
is free. Your completed survey by return e-mail is your entry in the Sweepstakes Drawing. Good luck!

CONTENTS SUMMER 2000
BIISINESSEDGE

Whether this is your

first experience with hiring

or you're an old hand at the

personnel game, we think

you'II find some practical

ideas, tips and insights.

As it turns out, one trend

identified in the article "Top

Biz Trends" focuses on the

way employee attitudes about their

jobs are changing. Ultimately the way

we all do business could be affected.

And speaking of change, as energy

deregulation becomes part of the

Arizona landscape, we at Tucson

Electric Power Company have received

many questions about what it will

mean. In the feature article "Competitive

Choice," we talk about the basics of

deregulation and provide you with

further information about this timely

Tucson Electric Power Company is proud to send you
this third issue of Business Edge magazine. Our goal
is to provide you with a business resource you can
really use. For example, if you are about to hire new

employees, the cover story "You're Hired!" is a must-read.

THANK YOU FOR YOUR SUPPORT

. / /
(/
Jim Piqnatelli

Chairman, President and CEO

Tucson Electric Power Company

topic. As business owners,

you can rely on Tucson

Electric Power Company as

a community resource to

provide honest, accurate

information to help you

make the best business

decisions possible.

Because we have pro-

vided dependable electric service to

Tucson for over 100 years, we value

the success of your business as

a key to the greater prosperity of

our community.

May Your Summer Be Prosperous!

988:

K

l l.1-.
=.:ui-

-1.

12 Competitive Choice

8 Staffing Up

6 Top Biz Trends

DEPARTMENTS

How to hire and train workers who
share your passion

New trends will change the way you
run your business

FEATURES

How will electric competition
affect you?

3 The Buzz
The best of the business press

4 Fast Forward
•

•
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Liar, Liar Morale Busters in the
Workplace • Hot Sites • How's Your
ISP? • Stop, Data Thief! New
Product Review •

This magazine is printed on

recycled paper with a minimum

10% post-consumer content.

14 Ventures
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Stopping the Brain Drain • Home
Office Etiquette • Freedbackcom:
A Success Story • Employee or
Freelancer • The Largest Economic
Entity in the World
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The New VCs:
THEBUZZ

41

THE BEST OF THE BUSINESS PRESS

choices about what you'H give up to keep up
with your own good fortune .

registered 10,000
users in i ts  fi rst
month of business;
six months later,
they were up to 100,000, with 40 million
page views a month. The bottom line: VCs
are left ldcldng themselves for overlooldng
such an obviously underserved market. Duff Should You Lie?

Red Herring asked several
venture capital companies why, in an era of
unprecedented success, they are tearing
down their old methods of doing business.
The answer: There's so much money avail-
able to entrepreneurs-even for mediocre
ideas-that  VCs have to offer something
more than cash. Expect the new generation
of venture capitalists to offer assistance at
every stage of a startup, from management
to networking. But any VC worth his salt is
doing well in this bull market. "The best way
to measure the quality of a business model is
to see how it Mthstands an inhospitable
market," says the article, "a test that...many
other new firms have yet to take."

Crash Course:

Internet in-
dust ry watcher  The Indust ry Standard
expects minority-targeted Web sites to be
big business in the coming months. A recent
Forrester Research survey indicated black
Internet users have grown 42 percent in
the past year. One site, BIackPIanet.corn,

it's the Ec0n0mics, Stupid!:

Entrepreneur magazines
cover story asks the question we all hope to
face one day: How do you deal with too
much success, too fast? The dangers lie in
mismanaging growth, not staying focused on
the core business, and losing touch
Mth what's important (to yourself
and your business). The solution?
Plan your business with the as-
sumption you'll be more successful
than your wildest dreams. Realize
that your business Ml] not operate
as i t  did before i ts success-and
realize that you will change, as well.
Be prepared to make some hard

A recent Fortune Small
Business (FSB) issue asked this question of
executives and business ethicists. "We all
carry around two sets of ethics,"the article
explains: Personal ethics and "game ethics,"
the set of ethics that allows for rnisdirec-
t i on  because  i t 's  a l l  pa r t  of  t he  game

(think poker). The ver-
dict: Business operates
more like a game than
like your personal life,
but you should ask your-
self if it's fair to burden
other people with the
risks of venture with-
out telling them about
those risks Hrst.

I I I I I I I I I I l l I I I l I I l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l l I I I I I I I I I I I l l l l l l l l l l l l l l l l l l l l I I I I I I I l l l l l l l l l l l l l l l l I I l l l l l l l l l l l l l l l l l l l l I I I
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Ar,
WQRKPLACE
MORALE
BUSTERS

4

L i
Liar

> CAN you TRUST

WHAT YOU CLICK? I III l I

Gallup and Carlson Marketing

Group recently conducted a

survey of 362 senior managers

at companies with at least 500

employees about which major

workplace changes negatively

affect employee satisfaction.

Downsizing or layoffs

Difficulty retaining employees

6a% I

Declining sales or profits

6 7 %

Adapting tomeet new customer needs

59% I

Re-enqineerinq or recrqanization

50% I

Difficulty attracting employees

44%

Merger or acquisition

Increased competition

l20%

IUndalnental truth of
e-coinrnerce is that
content draws audi-
ences into a Web

site. But what if the audience
can't, or won't, trust the infor-
mation they read? Last year's
hit, "The Blair Witch Project,"
succeeded largely through
word-of-mouthhypegenerated
from the Internet (although
rumorspersist that20 of
its fan sites were fakes). Cus-
tomer reviews, on sites such as
A1nazon.com, allow readers to
rank a hook-but anyone who
ranks the book has to read it
first, and a nonprofessional
who takes the time to read and

book is most
likely already a big fan of
the author.

Anyone who's spent a few
weeks on the Web learns to take
any opinions they read with a
grain of salt. The largest red flag
is the anonymous opinion-a
review or commentary from a
Faceless entity somewhere out
in Net-land. For buying advice,
consumers generally value
opinions that have a name, and
preferably aface, behind them.

They cheek credentials, too:
If your Web site offers a
way around the problem of
anonymous opinion, let the
reader know.

Finally, watch out for
variations onyour domain
name. Plenty of scam artists,
activists and e-terrorists have
set up bogus Web sites at
easy-to-mistype domains:
Yohoo.com, Amazoon.com and
MicrOsoft.com, for example.

Sources: The Gallup Organization, Carlson

Marketing Group's 1999 American Workforce Study
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1. Turn it off whenever possible

2. Don't forget the "hidden

machines and equipment - the

almost silent photocopier, computer

or scanner

3. Adjust controls to a temperature

speed, or other setting that uses

less energy but es

ob properly

st

4. Use your equipment more

efficiently-for example, load it to

capacity rather than do partial loads.

5. Clean, tune and adjust, lubricate,

replace wom parts, and otherwise

maintain the equipment.

6. Don't create unnecessary prob-

Iems-for example, don't release

process heat inside your building

where the air conditioning system

must then cool it.

7. Manage your electricity use to

avoid additional costs if your rate

includes charges for demand.

8. When equipment that is worn out

must be replaced, choose the most

energy-efficient replacement, properly

sized to meet the needs of the job.

9. If cost~justified, do a major

overhaul to make equipment more

energy efficient.

10. If cost-justified, replace equip-

ment that still operates, with more

enerqyefficient equipment. Usually

the best cost justification scenario

is when a less efficient unit breaks

down and you replace it with a more

efficient one.

11. Install new automatic controls

if cost-justified.

12. Consider using waste heat to

advantaqe- for example, excess

process heat may be used to hel

warm the building or heat water

or even used to create steam

and electricity.,

4 1sLs1nr;ss EDGE | SUMMER 2000
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Is Your ISP All E Stop, Data Thief!
> QUESTIONS TO ASK

According to the FBI, a hack takes place

on the Internet every 30 seconds. Every

three minutes, an intranet is under siege.

Five tips to scare away data thieves:

1. Set up a firewall system. A system like

Computer Associates SessionWalI-34.0

costs about $2,000.

2. Turn on the audit logs feature in your

operating system. This will let you review

who enters and exits the network using

traditional (user name and password)

methods. You can also purchase network

monitoring software, such as General

Software's Snooper; for about $350.

s your Internet Service Provider getting
state? Questions to ask yourself about
your ISP:

Is it keeping current? Has your ISP
implementedcablemodems, DSL or
ISDN? Or does it max out at 56 Kbps?

Is your ISP a committedspamfighter?
Would your current ISP sell your name and
contact data to spammers? If privacy and an
uncluttered inbox are important to you, it's
time to say goodbye.

Do they support 24/7/365? Does your ISP
offer decent tech support? Ate a.m.? Imme-
diately? Nothing is more frustrating than not
getting the help you need, when you need it.

Can you dial in from the road? If you
travel a lot, makesureyour ISP has local
dialup numbers where you'll be traveling.

Will your ISP help your e-business? Some
ISPs offer multiple e-mailaddresses for free,
while others charge $5 a pop or more. If
e-commerce is important to your business
doom the line, make sure your ISP offers
online credit card purchasing, shopping carts
and encryption.

Are you paying the best price? Ifyou're
online just for e-mail, metered or hourly rates
may be the best option. Ifyou're online all
day, look for a flatfee. Most ISPsoffer unlim-
ited connect time for $20 a month.

1\111111111111111111\1111111111111111111111111111111111111111111111111111111\111111111\11111111111111\111111111111\11

VIRTUAL STAMPS
Tired of waiting in line at the

post office? Buy your postage

online from one of four compa-

nies. You won't be alone: Interna-

tional Data Corp. says revenues

at e-stamp firms may reach $300

million this year

> Stamps.com

Download the free software

or visit www.stamps.com to order

a CD-ROM. The monthly fee is 10

percent of the postage bought,

with a $2 minimum and $20

maximum. Stamps,c0m main-

tains an online account that

stores your postage value 0nline.

You'II need a digital scale ($50)

to interface with stamps.c0m

(you must be online when

you buy a stamp)

storage vault that plugs into

your pp.

> Pitney-Bowes ClickStamp

This system, still pending USPS

approval, will be like E-Stamp,

featuring an offline storage vault

that plugs into your pp. Pitney-

Bowes' Clickstamp Web site

(http:l/vm1.pb.c0m/h0me/)

says they won't charge for the

software. Monthly fees should

3. Inoculate your computer against

viruses. Network Associates' McAfee

VirusScan is $20, and you can buy and

download it from the Web.

(www.mcafee.com). A better network

solution is Computer Associates

InnocuLAN ($995), which warns you

whenever someone opens an infected

file anywhere on the network

Keep off-site tape backups. quantum's

DLT line starts at around $1,600 for a

zoos- capacity system. Don't forget to

back up stand-alone PCs and laptops

Download software from

estamp.com for $50 or

buy it from a retailer. Pric-

ing is 10 percent of

monthly postage, but

with a $5 minimum and

$50 maximum. You don't

have to be online each

time you stamp your

mail: E-Stamp gives

you software and a

> Neopost's Simply Postage

Order CD-ROM. scale and star

agelprinting vault at simply

postage.com for $50, or buy the

software at a retail store. The first

three months are free, and then

the monthly fee is $15 no matter

how much postage you buy. Your

$50 setup fee buys you $50 in

free postage." This is the only

Mac~c0mpatibIe stamp system

Change everyone's password every

90 days, and whenever anyone leaves

the company.

BUSINESS EDGE I SUMMER 2000

89



THE YEAR IS 2002. Get ready fer
new trends in the

fast future

Your business is thriving. Of

course, you have sine anx-

iety over the competition.

But_ the eoonolny's hum-

ming, and you're in good

shape. So far. But nothing is

forever. What's coming next,

and what will it do to you?

[BY RICHARU ERUNER

Xour best e1111)l(>} he 1`dps 011 \()ll] office

(lOO1`. (lotallmlute? slle d)g_()I1\V&\&-h€-1"
111. I vs out to 111 iLe 21 suggestion she

F i ne .  N o  pr o l l l eu l  B u t ,  a s  she  ou t l i nes

\\l12ltS 011 ll6'1' 111i11d \OU 16ctll/E* Slit*

P]°()PU§i]lg ml C01llpl¢?tE' restruetuiiiig al

oper a t i on .  \ou t  s t oma ch  beg ins  t o  L l l l l l l l

you  ot fei '  a  lea  ol1 iect ioI1 <  bu t  she stands

li1.111. Nothing l>elligfe1'e11t but quite 'Md

111a11t. 111 tact, she llnlts that your eo1111>etito1

the other  side of tov 11  is qu i te eager  to

111al<e the changes she suggests

\`\ elco111e to one of the most i1111)01'ta11t

t r e n d s  a t  t h e  t u t u i e .  E m p l m e e s of  bo t h

111 and large h11si11es5es wi l l  be

i11depe11de11t 111 \€d.Ilb to c0111e. All f:'\1)t'1tS
predict  i t

E111P10\ he i11depe11de11ce of

dia l  t r ends t l l a t  wi l l a bou t  beca u se

of v\l1  it  011e expect Bruce Tulgau of R

111ahe1 Tl1i11Li11g_ Inc. predicts as the 111<1st

plotoulld shift in 0111* soeieU and ec0110111\

since the I11(lustri Revolu t ion

T eehu olo glohaliz 1ti011, and dU erst

wi l l  c r ea t e  a  const a n t  s t a t e  a t  t a u \  a mong

i1 1 di \ddu . t l s  a nd pu t  them into co1 1 sta 1 1 t

1110ti011 says Tal I t  wi l l  a lso crea te d

tidal of i11for111 1ti011

what small businesses can expect

A hl11.Ilicdll€' Of ()11d1lg€' doest I 1]€'dI1 Sllldu
bu§i11c~§ses will be W apt M ay Some things
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ew Business
longer see life in terms of getting an MBA
and working for a large company."

>People will work past traditional retire-
ment ages. McMorrow points out, "They
will be in better shape intellectually, emo-
tionally and physically and will want to
continue worldng, especially if they are not
doing physical work."

Your strategy: abandon the goal of long
term, across-the-hoard employee loyalty and
instead focus your retention efforts only on
key employees, says Peter Cappelli, the
director of Wharton's Center for Human
Resources. If you carefully examine which
employees you need to retain and for how
long, you can target those you want to keep.
Your new goal should he to influence who
leaves and when.

are, the more they will negotiate with you.
They will constantly assess and reassess
what they're doing with their lives and
careers. "And that puts employers in a very
difficult position. It means that the people
you rely on most, your most competent
employees, are likely to be constantly con-
sidering other options. "

Quality of life will be at the heart of
employment. "People are no longer content
with income alone," save Don Kuhn, another
personnel expert, "lout are looldng for per-
SoI13.l satisfaction." That means more flex time
and increased mobility to create a sense of
balance between work and fun, job and fam-
ily, productive time vs. leisure time. Kerry
Bunker, of the Center for Creative Leader-
ship, says people want "meaningful work."

>Entrepreneurship will increase. ]ohm
McMorrow of Talent Alliance says young
people will increasingly want to work at a
smaller place of business. "They will no

Customer attitudes

Mll stay the same. Another expert, ]oe
Hosey, predicts, "Brick and mortar stores will
stay." Despite the onslaught of Internet-
based businesses, small businesses will per-
sist, just as they have through the previous
trends~eatalogue showrooms, wholesale
clubs and category ldllers. What's more, says
John McMorrow of the Talent Alliance, the
number of small businesses-companies
with fewer than 100 employees-Mll grow.
They will take advantage of technology and
available venture capital.

And some things Mll get measurably bet-
ter. Small business administration Ml] be
increasingly easier and cheaper, according to
Robert Ramsay, a marketing consultant. He
predicts accounting, taxes, human resources
and procurement will take less time from the
entrepreneur, mostly because of the Internet.

Furthermore, business leaders surveyed
by PriceWaterhouseCoopers are mostly
optimistic about the economy. Two-thirds of
them believe prices M11 either continue
stable or become disinflationary.

But remember-even in such a favorable
climate, the name of the game is fast change.
Two categories of trends are particularly
relevant to small businesses: employee re-
lations and customer attitudes .

FOR FURTHER
READING
> Manaqinq Generation X

Employee relations By Bruce To/gan

Capstone Publishing

> The Manager's Pocket

Guide to Generation x

By Bruce Tulgan

Lakewood Publications

> The Future Ain't What It

Used To Be: The 40 Cultural

Trends Transforminq Your

Job, Your Life, Your World

>"There will be no such thing as a loyal
customer," says Tulgan, "because customers
are driven by the same imperatives as
employees. They're the same people wear-
ing different hats."

Customers, like employees, Ml1 fend for
themselves. "This is another offshoot of this
fierce self-reliance that is emerging in the
American mind," says Tulgan. "To the extent
that you sell services and products that tap
into this need that people feel for self-
reliance, it will be a powerful marketing tool."

>Customers will demand customization.
You must ask yourself, "Am I able to customize
my services and products to meet the demands
of my clients and customers? Can I customize
quickly and accurately and keep the price
down?" Can you position your products or ser-
vices as helping people fend for themselves?

Your strategy: find a niche. According to
Ramsay, small businesses will increasingly
focus on tighter and tighter niches, with the
benefit of being able to claim "most expert"
status within a chosen field. l

>Jobs will be portable. Workers will
make mid-life career changes and adjust to
workplaces with no lifetime employment
guarantee. ]off Hunter, a human resources
expert, believes the "implied good-faith con-
tract" between employer and employee Ml1
dissolve. "This is the most significant single
issue in workforce management and de-
velopment over the next ten years," says
Hunter. "Career change will be the rule
rather than the exception, and career de-
velopment will be a lifelong process."

>Employees will act like free agents.
Tulgan predicts employees will believe that,
if they are going to survive and succeed,
they've got to fend for themselves. They will
demand more and more from the employ-
ment relationship. The more valuable they

8y Vickie Abrahamson, Mary

Meehan and Larry Samuel

Riverhead Books
RICHARD BRUNER is a journalist, business
writer and columnist who has written for
NBC News, The New York Times and The
Christian Science Monitor.
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In the beginning,

your business was

yours. You did it

all sales. service.

marketing, carrying

out the trash. But

now. success means

gray You and voul spouse or partner he e

you need to hire

help. Suddenly,

your challenge has

become time.

training and trust

IT S ONLY 7.45 A M, BUT ALREADH you FEEL LIKE yoU\ E
been going full throttle for hours. Ahead of you stretches a
long day, maybe lasting until 9, 10 or 11 tonight. Xesterday,
tomorrows, last weekend the\ all blur together with z

sameness. I
worked hard to get your business to this point. Now y ou're
worldng harder than ewer. Su .e, business is good. But
<Lren't there limits'

"If our business gets any better, I don't think we can
stand it," save Carl Mergers with a bra\ e smile He and his
wife Cinch own and operate a booming natural foods
=-business in Arizona. But au can see the stress of success

on their faces. In the beginning it vs as strietlx a bootstrap
operation. But hard work, good timing and a little luck
he e brought rewards and success.

' Too much success, we think sometimes," muses
Cindy. ̀  Sure we need the business to continue growing,
but we re not too sure v e can continue. at least not at this
pace. We need help.

"And that's our dilemma, > says Carl. 'We can't clone
ourself es. But how do uh find, hire and train people we
can trust to jump i I here and do the work with the same
passion and knowledge we ha\ e'*̀

E BY T.R. NOTHUM 3

The little buy's bio picture
C¢ rl and Cinch are not alone, though the) often feel like it.
The stress 011 their faces is repeated au thousands of
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successful squall lJusl11€ss O\\1l€1`§. Maybe that's the price of
success during this, the nations longest am of sustained e ,

nonlife grow Rh which small business success has helped t ill.
Aeeoiding to the U.S. Small Business Administration, 5n1<111

businesses phi a crucial role especially in neo job erection.

Sllldll businesses:

account for uefzrl) all of the ue-v\ jobs

> represent 99.7 percent of all eulplovers

> reply-sent 51 percent of prfvute seotol output

> elupIo\ 52 percent of the pro ate v\ workforce

> l1clV€ a 15.2 percent tl1I'l10\ Er rate \ elsus 9 pelceut
for Luge- €'1l1P1()) ere

>

essential and logical economic decision" for a grow in busi-
ness. 'But when to make that step, that s the question. For one
i ts single )au hire when }au can no longer ailoid not to
hw e an einplovee, ' so) s Llo} d. That sounds simplistic. but it
leans that first last and always, hiring an einplovee should he
lousiness decision driven hw the hottoin line.'

Once that business decision is made the neat challenge is
ignore practical how do 3 au do it? This challenge can become

personal conundrum if }au disco\ et' the st ills that he e
alreach made }au successful said vs ark cieathitv, product
kl\ airiness sales and service SZLVV) I`lld\ not be enough
Suddenly \au need new skills, such as how to hire, train del-
egate, motivate and retain employees while conical) in u it
more elnplo\ Er rules and regulations than an\ one should
ha e to understand.Small business, bio decision

Adding einplowees and creating lobs nm) be lieut for he
nation, but V\ hat about your business Is the time right for \ au
to staff up?

"B) definition successful businesses grow ' Sm s snrall busy
ness consultant Bernard Lafollette. But the clrullenge col res

vtlren the owners personal resources time, st<nnina of ability
to taLe ¢1d\ vantage of einerging opportunities refzcli ti eir
limits. That s the first W ztrning sign.

Ronald Lloy d, veteran of Se\ Aral successful sir all start up
businesses agrees, culling the hiring at its first employee an

Your essential how-to-hire quite
Adding stntl is not at natural still. It s not something \ 011 Le<arn
1 college, and some businesses Ne\ et ineumge to do it light.

Hiring is never eos\ and in today s lahoi nxarhet, ignore ditlicult
than e\ Er before: It's just not a good thine to find good v\ oil ere.

According to u recent stud) of 600 000 sn1.1ll eniplo) ere
conducted b)  the  Nat ional  Federa t ion of Independent
Business more than $40 percent of the businesses cluing diff
cult) in filling open positions and 21 percent complain about

the poor qufilitw of cu eliluhle help. VX heft s worse_ a
had hiring decision is the gaffe that keeps on go
in in the form of high turnover higher recruit
rent and training costs, poor einplm ea morale
declining product of sen ice qudlitv, deteriorating
client trust and. in the end. lost business.

Business owners new to the hiring June have
to do their  honieu ark fetor einlmrldng on .4
quest for still. Enlplo} rent professionals iecog
Ni/e several kea reds that need to be fxddressedz

ASSESS YOUR NEEDS

Do you 1°e<Llh need '111 eulploveer' Are thele W 4) s to

i11crea§e \out. product~tixit> without adding bodies*

C411 outsourcing help? Do the numbers. Prove to

vourselfthdt hiliug <1dditioual help is the best W ay to

meet demand (ind qrovv the bottom line.

UNDERSTAND THE FULL COSTS

Begin with yr legal obligations as an eniplower.
Consider the cost of additional adniinistratiw,
accounting and 1.e1>orl'ing responsibilities, vsolL
place health and safety requirements additional
liability} and health insurance needs and Ne"
security challenges created In "widening the
access and perhaps increasing' the risk to )uucp
c01npan} s assets

DEFINE THE NEW POSITION
Ron know the duties you W ant our rev hire to
do, but chances are }oulwe new Er W bitten a job
description for the position. \it <1 <~o1nprehensi\ e
job description is a cm eiffel tool that can gem 6*
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FOR FURTHER
READING

>JoB APPUCATlON

The Unofficial Guide 'to Hiring and Firirlq
People, 8y Jan s. Horowitz, paperback, IDS
Books Worldwide, 1999.Useful work for small
and large businesses with good time- and
money-savinq tips.

> >PRE-SCREENING

> INTERVIEW

Smart Staffing, By Wayne Outlaw, paper-
back published by Upstart Pub Co., 1998.
Well-organized, step-by-step approach to
hiring, training and retaining good employees
written by a seasoned professional.

>

understand what you can and cannot say l6-g-. gender, age,
ethnic requirements) in an employment ad?

Resumes are notorious for exemplify-
ing the best in creative writing. That's why a properly drafted
job application is an essential tool. with it you can get the infor-
mation von need (and only what you need) and can ask legally.

Using the criteria you've already de-
fined in your job description, evaluate each applicant's strengths
and weaknesses on paper, eliminating obviously unqualified or
ineligible candidates (for example, candidates not available
for required hours).

Be prepared. Study professional human
resource guidelines on how to frame proper interview ques-
tions (strong. weak or illegal). Base your questions on proven
models that you make specific to your needs. Prepare a
detailed answer to each question, including what you consider
an ideal or complete answer. Score each applicant's response
against your answer.

Your goal is to get the information you need to evaluate a
candidate-'s appropriateness for the job. Ask for personal and
professional references, and contact them. Don't be afraid to
ask questions that test an applicant's skills or knowledge.

> Firldinq & Keeping Great Employees, By
Jim Harris and Joan Brannick, Ph.D., hard-
coverpublished by Amacom, 1999, Authors
focus on employees from the perspective of
four organizational purposes: operational
excellence, customer service, unleashing
technology and spirit.

Now Hirinqlz Findinq & Keeping Good Help
for Your Entry-Waqe Jobs, 8y Steve Lauer
>

ll Prove to yourself that
hiring help is the best way
to meet demand and grow
the bottom l i ne"and B. Jack Gebhardf, paperback published by

Amacom, 1996. A "must read" for employers
and supervisors. >SELECTION

Hire Tough, Manage Easy: How to Find

and Hire the Best Hourly Employees, by Mel

>

Once you've winnowed out your best candi-
date, make your offer, but be prepared to negotiate. Today's
candidates are not shy about what they want and will test the
limits of what you can pay, the benefits you're prepared to
offer and opportunities for growth, training or mentoring.
Know your limits before you make your offer.

Suleiman, paperback pub/ished by Humetrics,
Inc., 1999. Fast read on recruiting, selecting
and interviewing candidates, plus useful forms
for employers.

Keepinq the good apples

you well. It should define the positions essential and desired
requirements-education, skills, experience, etc.; create a fair
and objective standard for evaluating the qualifications of each
applicant (assuming you attract more than one); make clear to
applicants the precise nature and scope of job responsibilities:
and lay the foundation for mutually agreed-upon job expecta-
tions and performance evaluation standards.

PLAN YOUR PROCESS
There are natural steps within the hiring process and it is
important to define the limits and scope of each:

Where will your applicants come from? Tradi-
tional sources? Nontraditional media? If you run a traditional
classified ad, have you written effective ad copy that attracts
the right people and motivates them to apply? Also, do you

>SOURCES

Finding good employees is only half the battle-keeping them
has become the employer challenge of the new millennium.
The cream of the crop seek companies with an entrepreneur-
ial spirit that embraces change and new opportunities; they
seek prevailing employee values that emphasize personal flex-
ibility and growth over loyalty and long-term commitment.
Too often an employers question, "What do we have to do to
keep you here?" is asked on the employees last day on the job
rather than the first.

Periodic reviews should help employees know how they're
doing and employers know what further incentives they
should offer. Not all effective incentives are about money.
Many employees are more motivated by a work environment
that builds self-esteem, creates opportunities to improve their
skills, and offers flexibility and fresh challenges.

Hiring your first employee is a big step. But if done with a
little knowledge, planning and attention to detail, it can prove
the next step toward unimagined business success. l
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Competitive cc There are
many things to
be considered
be ore you
decide

How Will Electric
Competition Affect You?

lllllllHIHnHllHHllllllllilllllllllllllII\Hnl\HHHHInl\IIHnwIlllHHHlHmHH\HHlllll\Il\Hnl\ll\Il\ll\kl\l\HnH\Hm\lll\IIll\ilHnl\\l\\l\ll\lI\H\l\l\\ll

whether to
elumge your
electric
service, and
we know you
will have
questions. >>

he traditional electric utility combines three separate
activities-qgeneration, transmission and distribution-

into a single business. l-Imvever, in the new competitive
utility environment, the generation portion of the
business is open to competition, providing consurners-
businesses and n'sidenees-with new choirs.

Early this year, some Tucson Flectrie Power (TEP)
customers began hading the opportunity to purchase
the generation portion al' their electric sen/iw furn an
electric service provider other than TEP Betvw-en now
and January of 2(X)l . all wstonlers will have the option
to eluxrse their electric service pmwider.

TEP will continue to generate, transmit and deliver
power over its existing power lines. with deregulation

and competition, other electric
service providers will also he
available lo consumers. That
means von will have a choice as to which company
will supply your electricity. lfv0u do not change your
electric supplier, TOP will continue lo provide that
electricity to wm. That means your service and your
rates will remain inc-hanged.

'l`here are rnanv things to he considered before
volt decide whether to change your electric service
provider, and we know you will have questions. 'FEP
is committed to helping von understand the ehoicaes
you will have and to assisting mu in making the right

business



TEP'S COMMITMENT TO OUR COMMUNITY

FREollEIITly ASKED 0l|ESTIONS ABollT DEREGlllATI0N

> Q. Why is deregulation comlnq to the electric utility industry now?

> o. Who will be affected?

> O. what If I am happy uslnq TEP as my electric provider?

> Q. When will customer choice begin?

>

>

A. Electricity is measured in kilowatts used per hour (kwh). One method to

determine if you want to change electric service providers is to compare

rates, or costs per kph. If you decide to shop for a new provider ask how

their rates compare to other electric service providers.

A. The Arizona Corporation Commission (ACC), which regulates
investor-owned utilities in Arizona, has been working to implement
industry competition for several years.

A. Three customer classes will be given the opportu-

nity for choice on January 28, 2000:

-3700 residential customers per quarter in 2000

-20% of large industrial customers whose average

usage ism megawatt (MW).

-20% of commercial and residential customers who

can aggregate to reach a total usage of I Mw.

A, The ACC has chosen to phase in competition over

a one-year period. All customers will have access to

competition on January I. 2oo1.

O. How do I measure my electricity so I can compare rates?

A. TEP will continue as the electric service provider for customers who do

not select another provider.

A. The industry is being deregulated and competition is being introduced

in many areas of the u.s. in order to provide consumers with choice for

price and services.

Q. Who made this decision?

or from landfill gases. It means partnering with builders
to create energy efficient homes with guaranteed energy
savings. Most of all it means providing a high level of
service and an equally high level of community support
to Tucson and Southern Arizona.

TEP welcomes deregulation and the competition it will
bring. We are confident that our customers will want to
keep TEP as their first and best choice for energy services,

For' a free copy of the brochure, "Shedding Light
on Deregulation," please call TEP Customer Service
at (520) 623-7711.

> o. Will I still receive reliable electric service?

A. TEP is proud to operate one of the most reliable electric systems in the

world. So long as all parties, including new electric providers, are held to

the same standard of operational reliability, consumers should enjoy the

same level of reliable service they have come to expect from TER

Q. Where can I turn for more information about customer choice

and competition?

A. TEP will continue to keep customers informed through educational

materials, bill inserts and at our web site: www.tucs.0r;electric.com. Please

visit our web site for the most up-to-date information.

O. Is there any other place I can turn to for unbiased Information?

A. yes. You can call the Arizona Corporation Commission at 1-800-222-7000.

or you can visit the ACC's Web site at www.cc.st§te.a2.,.4s..

TEP wants to continue to be your first choice for
electric service, regardless of how many other choices
you may have. That's because TEP has been providing
simple, hassle-free service to Tucson for more than 100
years. We have always delivered dependable power,
available at the flick of a switch, with a proven track
record of customer satisfaction. When utility customers
rate their service providers nationally, the average satis-
faction level is between 50 and 60 percent. But TEP
customers consistently rate our service satisfaction at
over 85 percent. That's a record
that we are not only very proud
of, but we are also committed
to maintain and improve.

TEP has earned these high
customer satisfaction ratings
because we have worked very
hard to am our customers'
trust. What's more, our customers
can count on a continuation of
guaranteed low rates into the
future. In ]fly of this year, we
will be implementing a one
percent ratedecrease, the third
of three decreases in as many
years. Plus, our rates will not
increase until the year 2008 at
the earliest,

At TER the locus is on
service. TEP has earned a repu-
tation lOt reliability, operating
one of the most dependable
transmission and distribution
systems in the nation. One
reason for this is that we've
more than 100 years of practice,

We have also made a
significant investment in this
community over the years. By
supporting a wide variety of
programs that benefit youth,
education and other social ser-
vices; we are able to give back
to the community that supports
us. At the same time, being a
major employer means that
TEP is helping to build the
economy in Southern Arizona.

We greatly appreciate the
support our customers have
given us for taldhg a position
of leadership in the Tucson
community To us, leadership
means developing and imple-
menting programs to make use
of 'green' energy from the sun I
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Stopping the brain drain
EMPLOYEE OR

FREELANCER?

.; act: Today's workforce

believes in job-hopping.

What was once considered a

black mark is now the norm.

Part of the reason stems from a

shortage of qualified IT workers.

But as severe as the shortage is

today, it's likely to set worse.

According to the Resource Devel-

opment Group, it will cost four

times an employee's salary to find

and train a successor So how do

you keep your best and brightest

from leaving you high and dry?

Skilled people won't stay

unless they're well compensated

and have some say in the com-

pany's direction. "Good pay,

bonuses, stock options, and the

ability to work remotely are all

necessary today," says June

Drewry, president of the Society

of Information Management.

Don't underestimate the

attractiveness of telecommuting

as a perk. Equip telecommuting

staffers with notebook computers

and high~speed access.

Use consultants to avoid over-

loadinq your employees. Burnout

is real, but cross-traininq helps. A

staff challenged to learn new skills

is more energetic and loyal.

"Your business benefits from a

cross-trained staff," says Drewry.

111111111111111111111111111111111111111111111111111111111111111111111111111111111111111

Home office Etiquette
orbing out of your home no longer has a stigma attached to it, but

it still requires professionalism. Here are five key tips:

Dress professionally. You'II feel more professional, especially if new

to telecommuting. Workplace image is important to you and your visitors.

Have a separate office.Like dressing professionally, this is part

of putting yourself in the proper frame of mind to work.

Keep your office space free of domestic noise and fuss.

Have an appropriate meeting space. Your living

room doesn't count, If you have no space, meet clients at

a hotel or restaurant.

Establish rapport with workers at head-

quarters.Telecommuters are right to fear qet-

ting "out of the loop." Rapport with co-workers

is a proven element of success, so don't let your-

self be forgotten. Meet the people you talk with on

the phone and network when you're in the office.

Have a dedicated phone and fax/data line for

The line is becoming blurred these

days,  but  labor and  employment

laws, not to ment ion the IRS, st ill

require you understand the

d if ference between an employee

and a freelancer.

> Don' t  provide employee benef its

or withhold  taxes for independent

cont rac t ors

> Pay independent contractors on a

per-project  basis,  rather than hourly.

Require an invoice

for services

rendered by a

cont ractor .

> It ' s  helpful i f

independent

cont ractors

have an entre-

preneurial stake in your business:

For example, they (rather than you)

pay for their expenses.

>  Have a cont rac t  d ocument ing

thei r  ind epend ent  cont rac tor

s t a tus ;  be carefu l about  t erm ina-

t ion and  exc lus ivi t y provis ions

that  may be more suitable to an

employee cont rac t .

> Watch your language: Say

"retained " and  "d iscont inued . " not

"hired " and  "hied . " you are the

"pr inc ipal" and  not  the "employer . "

(:0ntractors are paid  "fees" and not

"salar ies" or  "wag es. "

> If  you run a newspaper ad for a

contractor,  place it  in the "Business

Opportunit ies" sect ion and keep a

copy for your records.

business.They're necessary tools for business, so

don't scrimp. Don't let family members use these lines,

and don't use call waiting on business calls-both are

rude and unprofessional.
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Freedback.com
unity how a three-year-old com-

pany can be a strapping young

startup in the real world, and a

grizzled old warrior on the Internet.

Freedback.com is one such warrior

Begun by David Beroff in 1997,

Freedback.com gives Web designers free
intoramrtivo fnrmc-ypu lzrmw' ha kind

used for customer service Web sites, guest books, straw

polls and so on. More than 200,000 Web designers have

built interactive forms at Beroff's site.

Freedback.com is an excellent lesson in content dri-

ving commerce. The content-free interactive Web forms

doesn't make Beroff's company a penny. It's free! Yet his

company pulls

down $15,000 a

month and was well and truly profitable in just a couple

years. The trick is a combination of advertising revenue

and mailing list rentals: When a Web designer puts a

Freedback.com form on their site, they send anyone who

answers the form to an outside advertising page (run by

Freedback.com), anyone who doesn't want to send their

customers elsewhere can pay $5 a month to use the

form. Then, anyone who answers the form has to give

their name and e-mail address, allowing Freedback.com

to build a massive mailing list.

This last bit is straight iron the pages of Seth Godin's

Permission Marketing Rather than arbitrarily spamming

anyone who gives their name, the form user has to first

allow their name to be used. and then select areas of

>succEss STORY

interest. CDnow.com, for example is a Freedback.com

client. They buy only names that selected "music" from

a list of interests.

Beroff, 35, has been a programmer his whole life.

Until January 2000, he was employed by a Fortune 500

investment analysis company. Before that, a string of

ever-smaller employers. He only made the switch to full-

time when Freedback.com pulled itself into the black.

"We're in this business to make money," says Beroff

from his Philadelphia offices. "It's all funded out of per-

sonal money, credit cards, etc. We're going for our first

round of angel funding sometime this summer maybe

$250,000 or so." At the top of Beroff's wish list for this

money is more staff and more advertising.

Beroff is naturally tempted by the IPO lottery that so

many people seem to be winning, but he's not yet pre-

pared to make that leap. "We need more momentum,

and quite frankly an IPO is considerably expensive.

Besides the up-front costs. there's the ongoing workload

after the IPO-you need staff to watch SEC requirements

and handle investor relations."
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Freedback.com sounds wise beyond its years.

THE LARGEST ECONOMIC ENTITYINTHEWURLD

In the United States, women c0ntr0I 53

percent of investments and make 80 per-

cent of household buying decisions. At

current growth rates, women could own

more than 50 percent of businesses in the

next two years. if you think your business

doesn't need to target women business.

owners and consumers, think again.

If you want to corner this profitable

and growing market, pay attention to

these issues:

> Build a relationship first. Not only

is this an excellent way to understand

your audience, but women are more likely

to do business with people they know and

trust-and, according to a survey by

Yankelovich Partners, they'lI become

your most loyal customers.

> Be prepared for a longer sales

cycle. Women will take longer to

consider the impact of a decision

before making it.

> Provide references. Women are

more likely than men to ask others

about a product 0r service. Women are

also likely to give referrals if they're

happy with their experience.

> Focus on your product's or ser-

vice's benefits to others. Women take

into account how a purchase will affect

their employees 0r clients.

> Do business with other women-

0wned businesses. If your company buys

from women-owned businesses, women

are more likely to buy from you.
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TEP is Committed to Tuc§0n

w A T T H o

4

Deregulation is redefining the way we do business. But

one thing remains, TEP's commitment to Tucson and

your peace of mind.

We are proud to serve you today and we want to am

your business in the future.

I

1

We'll continue to provide easy, hassle-free service

for you and your business.

We'll continue to lower your energy costs with another

one percent rate decrease in July. This will be the

third decrease since 1998.

Jim Pignatelli, CEO

Tucson Electric Power Company

I

r

We'll continue to bring you one of the most reliable

and cost-effective power supplies in the world.

We'll continue to provide more value for your energy

dollar by re-investing in the community. From the

Chamber of Commerce and Greater Tucson Economic

Council to more than 48 community and service groups,

Tucson Electric Power Company has been, and will

continue to be here when you need us.

The &71er_¢]yPenp/e

A Uni$ource Energy Company




